
 
REQUEST FOR PROPOSALS NO. 19-011 

Xpress Mystery Rider Program  
 

Instructions to Proposers: 
All spaces below and all offer documents as outlined in are to be filled in with signatures 

where indicated. Failure to sign may render your proposal invalid. 

PROPOSAL OF: 

Name of Bidder: _________________________________________________________ 

Address: _______________________________________________________________ 

City, State and Zip Code: __________________________________________________ 

SUBMIT PROPOSAL TO: 

STATE ROAD AND TOLLWAY AUTHORITY 
Gary Thomason, Procurement Specialist 

245 Peachtree Center Avenue, Suite 2200 
Atlanta, Georgia 30303 

Proposals Due and Open: August 8, 2018, 2:00 PM, Local Time (Atlanta, GA) 
 

Schedule of Events 
 
Release RFP         July 16, 2018 
Pre-Proposal Conference                                                               July 23, 2018, 11:30 AM EST 
Deadline for Vendor Written Questions                                      
(Submit questions by email to lpierre@srta.ga.gov )                 July 25 2018, 2PM EST 

Responses to Written Questions                                                   August 1, 2018 
Proposal Submission Deadline                                                      August 8, 2018, 2PM EST 
Oral Presentations (Optional and by invitation only)                 August 21, 2018* 

Notice of Intent to Award                                                              August 24, 2018* 

Notice of Contract Award                                                               September 12, 2018* 

*Subject to change without a formal addendum to the RFP. 
 
All questions should be submitted by email to gthomason@srta.ga.gov. Questions must be submitted no later 
than the deadline specified in the above Schedule of Events. Answers to written questions received will be 
available at the State Road and Tollway Authority (SRTA) website at http://www.srta.ga.gov. Answers are 
provided for informational purposes only and will not be considered binding unless incorporated by addendum 
to this RFP. All questions and answers will be posted to the SRTA’s website where the RFP document is located. 
Proposers are reminded and encouraged to check this website daily for any changes to the RFP as well as 
to check this website for Notice of Contract Award. Posting of Notice of Award shall constitute official public 
notification. 

mailto:lpierre@srta.ga.gov
mailto:gthomason@srta.ga.gov
http://www.srta.ga.gov/
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PART 1 – SOLICITATION, OFFER, AND AWARD 

 
1. Information for Proposers 

 1.1 Purpose of Procurement 

The purpose of this solicitation is to request proposals from qualified companies to provide 
bus operation evalulations, data collection and data reporting services for the State Road 
and Tollway Authority.   The scope of work consists of furnishing all labor, machinery, tools, 
means of transportation, supplies, equipment, materials, safety equipment, services, and 
incidentals to provide complete marketing and customer engagement consulting services as 
provided herein. The Scope of Services begins on page 24 of this PDF. 

The services to be performed shall generally fall into the following National Instiute of 
Government Purchasing (NIGP) commodity code: 

 
• 91896 – Transportation Consulting Services 

All respondents to this RFP are subject to the instructions communicated in this document 
and are cautioned to review the entire RFP and carefully follow the instructions herein. 

Proposals will be accepted until 2:00PM (EST), August 8, 2018. Instructions for requesting 
a copy of the RFP document can be found on the SRTA website at 
http://www.srta.ga.gov/doing-business-with-us/. 

 1.2 Type and Term of Contract 

SRTA shall negotiate and enter into a fixed price type contract with the selected Contractor. 
The contract to be awarded by SRTA shall be for a period of one (1) year with 2 renewal 
options of one (1) year each.  All extensions or renewals shall be made in writing and 
executed by both parties prior to the contract expiration date. 

 1.3 Solicitation Schedule 
 

Release RFP                         July 16, 2018 
                          Pre-Proposal Conference                July 23, 2018, 10:00 AM EST 
                          Deadline for Vendor Written Questions  
                          (Submit questions by email to lpierre@srta.ga.gov )                      July 25 2018 

                          Responses to Written Questions                                       August 1, 2018 
                          Proposal Submission Deadline                      August 8, 2018, 2PM EST 
                          Oral Presentations (Optional and by invitation only)              August 21, 2018* 

                          Notice of Intent to Award                                   August 24, 2018* 

                          Notice of Contract Award                            September 12, 2018* 
 

* Tentative and subject to change with no formal modification to the RFP document.  Changes to all 
other dates require the issuance of a formal addendum to the RFP document. 

http://www.srta.ga.gov/doing-business-with-us/
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1.4 Restrictions on Communications w ith SRTA during Solicitation, Offer, and Award 
Period 

From the date of issuance of this solicitation through the date of contract award by SRTA, 
all official communications to and from SRTA regarding this solicitation will be transmitted in 
writing (defined as being sent or received via letter or email on official firm/agency letterhead 
or by electronic mail). 

All vendor communications concerning this solicitation should be directed to the Issuing 
Officer.  Unauthorized contact regarding this solicitation with other SRTA staff or 
SRTA Board members, members may result in disqualification.   

Any oral communications will be considered unofficial and non-binding on SRTA.  Proposers 
should only rely on written statements issued by the SRTA Issuing Officer or SRTA 
Procurement Manager.  

1.5 SRTA Contact Information 

The mailing and delivery address for all correspondence and/or deliveries related to and 
during this solicitation for SRTA shall be directed as follows: 

State Road and Tollway Authority 
245 Peachtree Center Avenue NE, Suite 2200 
Atlanta, GA  30303 

All inquiries, offers, submissions, and/or other correspondence regarding this solicitation 
(excluding protests submitted in accordance with Part 1, Section 2.10 below) must be 
directed in writing to: 

Gary Thomason, Procurement Specialist 
State Road and Tollway Authority 
245 Peachtree Center Avenue NE, Suite 2200 
Atlanta, GA 30303 
E-mail: gthomason@srta.ga.gov 

 

 1.6 Pre-Proposal Conference 
 

All prospective proposers are invited to attend the pre-proposal conference, which will be 
held on July 23, 2018 at 10:00 am EST at the SRTA main office located at 245 Peachtree 
Center Avenue NE, Suite 2200 Atlanta, GA 30303. While attendance is not mandatory, it is 
highly encouraged.  

 
2. Solicitation Terms and Conditions / Instructions to Proposers 

2.1 Deadline for Submission of Proposals /  Late Proposals 

Proposals submitted in response to SRTA Solicitation No. 19-011 must be received by SRTA 
no later than 2:00 p.m. (EST) on August 8, 2018 to ensure that they are evaluated for 
contract award by the Evaluation Committee for this procurement.  Proposals received after 
the submission deadline will not be evaluated.   
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2.2 Format of Proposals 

Six (6) total paper copies of each proposal, inclusive of one (1) original, as well as one (1) 
electronic copy on USB drive must be submitted to the SRTA Procurement Manager for the 
RFP to be eligible for evaluation and consideration for contract award. Pricing must be 
submitted in a separate sealed envelope. Proposer shall provide a total of six (6) 
paper copies of the price proposal, inclusive of one (1) original, as well as an 
electronic copy in Excel format via USB. 

The electronic copy, submitted on a USB drive, must be submitted in Portable Document 
Format (PDF), Microsoft Word, and/or Microsoft Excel formats.  The USB drive shall contain 
electronic file copies of all complete, signed Offer Documents that are submitted in paper 
copy format.   

All proposals must be prepared and submitted in accordance with the proposal format and 
content requirements specified in Part 1, Section 3 below.  Proposals must be typed.  The 
included required forms may be completed by using the free Adobe Reader software available 
at http://get.adobe.com/reader/.  

The “original” paper copy of the RFP must be unbound.  All paper copies must be clearly 
marked as being either “Original” or “Copy” as applicable. 

All RFPs must be prepared and submitted in accordance with the RFP document format and 
content requirements specified in Section 3 below.  RFPs must be typed in English and all 
pricing must be provided in US dollars.  As a condition of submission responsiveness, all Offer 
Documents that require the signature of Proposer must be signed.   

Any contract award made as a result of this solicitation shall bind the Proposer to all of the 
terms, conditions and specifications set forth in this RFP. 

2.3 Location for Submission of Proposals /  Methods of Delivery 

Proposals must be submitted exclusively to Gary Thomason, Procurement Specialist, at the 
address noted in Section 1.5. It is the sole responsibility of the Proposer to ensure that its 
proposal is successfully delivered to SRTA by the specified date and time.  SRTA is not 
responsible for late or lost deliveries of proposals submitted via electronic mail.   

Proposals that are submitted by hand delivery or delivery by U.S. Postal Service or private 
courier/delivery service must be delivered to the SRTA administrative office located at 245 
Peachtree Center, Suite 2200, Atlanta, GA 30303.  SRTA’s physical address and mailing 
address are the same.   

All envelopes, packages, and/or boxes (including all envelopes, packages, and/or boxes 
submitted within a larger envelope, package, or box) containing a proposal on USB drive 
must be clearly marked with the following identifier on the outside of the envelope, package 
or box: 
 

“Proposal in response to SRTA Solicitation No. 19-011: 
RFP for Mystery Rider Services – August 8, 2018, 2:00 p.m. (EST) 
ATTN:  Gary Thomason, Procurement Specialist 
To be opened by addressee only.” 

http://get.adobe.com/reader/
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Failure to clearly mark all envelopes, packages, and/or boxes as specified may result in the 
proposal being discovered and/or opened late.  SRTA is not responsible for proposals 
discovered and/or opened late due to Proposer’s failure to mark the proposal as specified.  
It is the sole responsibility of the Proposer to ensure that its proposal is successfully delivered 
to SRTA by the specified date and time.  SRTA is not responsible for late or lost deliveries by 
the U.S. Postal Service or private courier/delivery services. 

2.4 Questions  

Questions regarding the RFP must be submitted to SRTA in writing (defined as being sent or 
received via letter on official firm/agency letterhead or by electronic mail) by 2:00 p.m. (EST) 
on July 25, 2018.  Written questions must be submitted to the attention of Gary Thomason, 
Procurement Specialist in accordance with Section 1.5 above.  Inquiries must be in the 
form of questions.  There is no prescribed form for the submission of written questions.  
SRTA may not respond to written questions received after the submission deadline. 

SRTA staff will review and evaluate all written questions that are received by the submission 
deadline and will post responses to all questions to both the Georgia Procurement Registry 
web site at http://ssl.doas.state.ga.us/PRSapp/PR_index.jsp and SRTA web site at 
http://www.srta.ga.gov/doing-business-with-us/ not later than August 1, 2018. It is the sole 
responsibility of the Proposer to make itself aware of SRTA’s responses to written questions.  
Responses to questions are provided as information only and do not in any way alter the 
contents of the Solicitation inclusive of the Scope of Services and the remainder of the RFP 
documents.  Revisions to the Solicitation shall be made only via formally issued Amendments 
(i.e. Addenda).  Only such written addenda shall constitute revisions to the Solicitation that 
are binding upon SRTA. 

2.5 Amendments to Solicitation (Addenda) /  Postponement of Proposal Submission 
Deadline 

SRTA reserves the right to revise or amend the RFP up to the time set for the submission of 
proposals.  Such revisions and amendments, if any, shall be announced by written addenda 
to the RFP.  If an addendum significantly changes the RFP, the date set for the submission 
of proposals may be postponed by such number of days as in the opinion of SRTA shall 
enable potential Proposers to revise their proposals.  In any case, the proposal submission 
deadline shall be at least five business days after the last addendum, and the addendum 
shall include an announcement of the new date, if applicable, for the submission of proposals. 

Upon issuance, addenda will be considered part of the RFP and will prevail over inconsistent 
or conflicting provisions contained in the original RFP.  Copies of all addenda will be made 
available on both the Georgia Procurement Registry web site at 
http://ssl.doas.state.ga.us/PRSapp/PR_index.jsp and the SRTA web site at 
http://www.srta.ga.gov/doing-business-with-us/.  All potential Proposers that have 
previously requested and received a copy of the RFP document will be notified via e-mail 
that an addendum is available.  This process will be repeated each time an addendum is 
made available by SRTA. 

SRTA will not be responsible for a potential Proposer failing to receive notification of the 
availability of addenda.  It is the sole responsibility of each potential Proposer to check the 
SRTA and Georgia Procurement Registry websites for addenda.  

Proposers shall acknowledge receipt of all addenda by completing and submitting Offer 
Document #3 (Acknowledgement of Addenda), included in this RFP, as part of its proposal.  

http://ssl.doas.state.ga.us/PRSapp/PR_index.jsp
http://www.srta.ga.gov/doing-business-with-us/
http://ssl.doas.state.ga.us/PRSapp/PR_index.jsp
http://www.srta.ga.gov/doing-business-with-us/
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As with other required documentation, proposals that fail to reference receipt of addenda by 
inclusion of Offer Document #3 (Acknowledgement of Addenda) may be excluded from 
consideration for a contract award. 

2.6 Modification of Proposals 

Except at the written request of SRTA, no proposal may be modified after the deadline for 
proposal submission identified in Section 2.1. 

2.7 Single Response to Solicitation 

If only one proposal is received in response to this RFP, a detailed cost analysis of the single 
proposal may be requested of the single Proposer.  A cost analysis, evaluation, and/or audit 
of the proposal may also be performed by SRTA in order to determine if the proposal price 
is fair and reasonable.  If SRTA determines that a cost analysis is required, the single 
Proposer must be prepared to provide, upon request, detailed summaries of estimated costs 
(i.e., labor, equipment, supplies, overhead costs, profit, etc.) and documentation supporting 
all cost elements.   

2.8 Confidential /  Proprietary Information 
 
Any and all materials submitted in response to this RFP are subject to public inspection, 
pursuant to the provisions of Georgia’s Open Records Act upon completion of the RFP 
process. SRTA’s receipt, review, evaluation or any other act or omission concerning any such 
information shall not be considered to create an acceptance of any obligation or duty for 
SRTA to prevent the disclosure of any such information except as required by the Open 
Record Act. Proposers that decide to submit information they believe should be exempt from 
disclosure under the Open Records Act shall: (i) clearly mark each page containing such 
information as confidential, proprietary or exempt, (ii) shall include such information in a 
different color from the rest of the proposal text, (iii) shall state the legal basis for the 
exemption with supporting citations to the Georgia Code, and (iv) for records containing 
trade secrets, Proposers who wish to keep such record confidential shall also submit and 
attach to the records an affidavit affirmatively declaring that specific information in the 
records constitute trade secrets pursuant to Article 27 of Chapter 1 of Title 10 of the Georgia 
Code. 
 
Pursuant to Georgia Law, if the information is requested under the Open Records Act, SRTA 
shall make a final determination if any exemption actually exists for SRTA to deny the request 
and prevent disclosure. SRTA will withhold such information from public disclosure under the 
Open Records Act only if SRTA determines, in its sole discretions, that there is a legal basis 
to do so.  
 
All material submitted regarding the RFP becomes the property of SRTA. 
 
Any activity pursuant to this RFP by any Proposer is governed by all applicable laws, including 
without limitation, State and Federal antitrust laws.  

2.9 Reserved Rights 

SRTA reserves the right to reject any and all proposals or any portion of a specific proposal 
for any reason.  Issuance of this RFP and receipt of proposals does not commit SRTA to 
award a contract. 
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SRTA has the sole right to select the successful proposal(s) for contract award(s); to reject 
any proposal as unsatisfactory or non-responsive due to non-conformance with the 
requirements of this RFP; to cancel the solicitation and to advertise for new proposals; to 
award a contract(s) to other than the Proposer submitting the lowest cost proposal; or not 
to award a contract as a result of this RFP. 

SRTA reserves the right to accept any proposal deemed to be in the best interest of the SRTA 
and to waive any irregularities in any proposal that does not prejudice other Proposers.  SRTA 
further reserves the right to negotiate with the Proposer(s) whose proposal(s) is considered 
by the SRTA, to be most advantageous to the SRTA and does not unduly place SRTA at risk 
from a legal perspective.  

SRTA further reserves the right to retain all proposals submitted and to use any ideas or 
concepts in any proposal for any purpose regardless of whether that proposal is selected for 
contract award.  

Proposals shall be submitted to SRTA on the most favorable of terms possible from the 
standpoint of cost, quality, and technical capability.  No Proposer shall have any cause of 
action against SRTA or the SRTA arising out of the methods by which proposals are 
evaluated.   

2.10 Protest Procedures 
 

2.10.1   Filing 
 

a. An Interested Party is the only part that may file a Protest under this Procedure. An 
Interested Party shall be defined as any party with a direct economic interest in providing 
the goods or services sought in the procurement that is the subject of the protest or only 
those proposers/bidders who actually filed a timely and responsive proposal/bid that 
complies with the requirement of the procurement that is the subject of the protest.  

 
b. All protests, and any subsequent pleadings, correspondence or other communications 

with respect to such protest must be filed, in writing, with a signed original and three 
(3) copies delivered to the SRTA Procurement and Contracts Manager on a business day, 
which shall not include observed State holidays, between the hours of 9:00 a.m. and 
5:00 p.m. local time, at the same address shown for submitting the proposal/bid that is 
the subject of the protest. The filing or copying of any pleadings, correspondence or 
other communications with respect to a protest with any other SRTA official other than 
the SRTA Procurement and Contracts Manager shall subject the protest to summary 
dismissal in accordance with this section. 

 
c. All protests must be received by the SRTA Procurement and Contracts Manager no later 

than 5:00 p.m. local time on the last day that such protest may be filed with respect to 
a particular proposal/bid in accordance with the protest policy as outlined below. Protests 
may be filed only by hand delivery, U.S. mail or commercial carrier. Protests received by 
email or fax will not be considered.  

 
d. Failure to timely file the protest or any supporting documents that are required to be 

filed as a part of the protest will result in the protest being deemed untimely and subject 
to summary dismissal. Protests will be date and time stamped by SRTA, and timeliness 
will be determined solely by SRTA with reference to such date/time stamp. 
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e. Upon receipt of a protest, the SRTA Procurement and Contracts Manager shall review 
the protest for compliance with the procedures and requirements as set forth in this 
section and the applicable proposal/bid documents. Protests that fail to comply with any 
mandatory item in this section shall be subject to summary dismissal in accordance with 
this section. 

 
i. Upon receipt of a protest, the SRTA Procurement and Contracts Manager shall 

review the protest for compliance with the procedures and requirements as set 
forth in this section and the applicable proposal/bid documents. Protests that 
fail to comply with any mandatory item in this section shall be subject to 
summary dismissal in accordance with Section 2.10.5-Summary Dismissal 
below. 
 

ii. Upon receipt of any subsequent pleadings, correspondence or other 
communications with respect to a Protest that are permitted by this Procedure 
or requested by the Protest Decisionmaker from the Protestor, the SRTA 
Procurement and Contracts Manager will forward such materials as 
expeditiously as possible to the appropriate Protest Decisionmaker for the 
Protest. 

 
2.10.2 Form of the Protest 
 

a. All protests must be filed in an envelope labeled “PROTEST,” which identifies 
the protestor’s name and address, the name of the SRTA Procurement and 
Contracts Manager, and the SRTA solicitation number and title assigned to 
the solicitation or contract. 

 
b. Protests must be on the protestor’s letterhead and shall not exceed ten (10) 

pages in length (including all attachments and exhibits thereto that contain 
any written pleadings or argument, but excluding supporting documentation 
as outlined in the following paragraph. Each page shall have print on only 
one side of the page with margins no smaller than one inch (1”). The font 
size shall be no smaller than Courier 10 characters per inch, 12 point (or 
equivalent).  

 
c. Any supporting documentation that is cited or specifically referenced in the 

protest, whether or not it is already in the possession of SRTA (except for 
copies of SRTA solicitation documents publicly posted and issued by SRTA) 
or protestor, must be filed simultaneously with the Protest, if such 
documentation is publicly available at the time of filing. Only supporting 
documentation that was not publicly available as of the deadline for filing 
said protest will be accepted as a subsequent filing or pleading from the 
protestor and will be handled in accordance with Section 2.10.1 (e)(i). All 
other subsequent pleadings, correspondence or other communications with 
respect to a protest that are submitted by the protestor, but not first 
requested by the SRTA Procurement and Contracts Manager pursuant to 
Section 2.10.7 will be handled in accordance with Section 2.10.1 (e)(ii). 

 
d.  Each protest shall contain the following mandatory information:  

  
(i) Protestor’s name, address, telephone number, and email address. 
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(ii) A signed and notarized affidavit of the protestor’s chief executive 
officer or the protestor’s legal counsel, given under oath and 
expressly stating that it is given under penalty or perjury, that the 
contents of the protest are true and correct and that the filing of the 
protest is authorized by the protestor’s chief executive officer.  

 
(iii) The signature of the protestor's chief executive officer or the 

protestor's legal counsel, whichever is signing the Protest for or on 
behalf of the protestor, notarized separately from, and in addition 
to, the notarized affidavit under (insert reference). 

 
(iv) The specific title assigned by the SRTA to the procurement and to 

the specific solicitation document that is the subject of the Protest, 
and all associated SRTA solicitation or contract numbers, must be 
clearly shown on each page of the protest. 

 
(v) A specific detailed statement of all legal and factual grounds relied 

upon by the protestor in filing its protest. Any grounds not included 
in the protest that the protestor could have raised when the protest 
was filed will be deemed irrevocably waived and may not be part of, 
or grounds for, that or any subsequent protest or other legal action 
filed by protestor. 

 
(vi) Information in the form of signed affidavits or supporting 

documentation sufficient to show that the protestor qualifies as an 
interested party for the procurement with respect to which such 
protest is filed. 

 
(vii) Evidence that the filing of the protest is timely along with all 

supporting documentation. 
 
(viii) A specific statement of the form and nature of the relief requested 

by protestor. 
 

The SRTA Compliance Manager will conduct a procedural compliance review to determine 
whether the protest fails to comply with the mandatory items in Section 2.10.2- Form of 
Protest, subsection (d). The protestor’s failure to include in its protest all of the mandatory 
items specified in Section 2.10.2-Form of Protest, subsection (d) shall subject the protest to 
summary dismissal in accordance with Section 2.10.5-Summary Dismissal. 
 
2.10.3 Time for Filing 
 

a. Pre-Proposal/Pre-bid Protests 
 

All protests concerning solicitation specifications, criteria and/or procedures shall be 
submitted to SRTA within ten (10) calendar of when the basis for protest is known 
or should have been known to the protestor (whichever is earlier), but in no event 
later than the proposal/bid submission deadline.  Any protest by the protestor with 
respect to any matter or event first occurring on or before the proposal/bid response 
date, including any aspect of the procurement process or the solicitation documents 
issued or occurring prior thereto, must be made within the time frame set forth in 
herein or will be deemed irrevocably waived and may not be part of, or grounds for, 
any subsequent Protest or other legal action filed by Protestor. For purposes of this 
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protest filings, interested parties shall be deemed to have knowledge of the form 
and contents of any solicitation document at the time that such solicitation document 
is first posted to the Georgia Procurement Registry website or otherwise put on 
public notice in accordance with the written policies of the SRTA. 

 
The SRTA Executive Director shall provide a written response to all protests not later 
than five (5) business days prior to the deadline for submission of bids/proposals. If 
the deadline for submission of bids/proposals is postponed by SRTA Executive 
Director as the result of a protest the postponement will be announced through an 
addendum to the solicitation. 

 
The decision by SRTA Executive Director shall be the final agency decision on the 
matter but shall be subject to judicial review as set forth in O.C.G.A. §50-13-19, or 
review by FTA below. 
 
b. Pre-Award Protests 

 
With respect to protests made after the deadline for submission of bids/proposals 
but before contract award by SRTA, protests shall be limited to those protests 
alleging a violation of Federal or State law, a challenge to the bids/proposals 
evaluation and award process, SRTA’s failure to have or follow its protest procedures 
or its failure to review a complaint or protest. Such protests shall be submitted in 
writing (defined as being sent or received via letter or facsimile on official 
firm/agency letterhead or by electronic mail) to SRTA Executive Director as specified 
below not later than five (5) business days after the Recommendation for Contract 
Award announcement by SRTA. 

 
The SRTA Executive Director may, within his or her discretion, postpone the award 
of the contract, but in any case, shall provide a written response to all protests not 
later than three (3) business days prior to the date that SRTA shall announce the 
contract award.  

 
The decision by SRTA Executive Director shall be the final agency decision on the 
matter but shall be subject to judicial review as set forth in O.C.G.A. §50-13-19 or 
review by FTA as specified below. 

 
All protests must be directed in writing to: 

 
SRTA Procurement and Contracts Manager 
State Road and Tollway Authority 
245 Peachtree Center Avenue, Suite 2200 
Atlanta, GA 30303 

 
c. Protest Response  

 
The SRTA Executive Director shall issue written responses to all protests received 
by the required protest response dates. All protest responses shall be transmitted 
by first-class U.S. Postal Service to the address indicated in the protest letter. 

 
For convenience, SRTA will also send a copy of the response to a protest to the 
Protester by facsimile and/or electronic mail if a facsimile number and/or electronic 
mail address are indicated in the protest letter. The protest response transmitted by 
U.S. Postal Service shall be the official SRTA response to the protest and SRTA will 
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not be responsible for the failure of the Protester to receive the protest response by 
either facsimile or electronic mail. 

 
Protests not filed in accordance with the deadlines set forth in Section 2.10.3-Time 
for Filing shall be deemed untimely and subject to summary dismissal pursuant to 
Section 2.10.5-Summary Dismissal as noted below. 

 
2.10.4  Protest Decisionmaker 
 

a. Except as specifically set forth in this paragraph and in Section 2.10.4 (b), all 
Protests shall be decided by the SRTA Procurement and Contracts Manager who 
is authorized by the Executive Director to resolve or rule on any Protest. The 
Procurement and Contract Manager’s actions, decisions and orders in such 
capacity as Protest Decisionmaker shall be deemed to be on behalf of the 
Executive Director and effective as though taken by the Executive Director. If at 
the time of filing, SRTA does not have a Procurement and Contracts Manager 
then the Executive Director may designate, in his/her discretion, any other SRTA 
employee (other than the Executive Director, or the Protest Coordinator or 
Contracting Officer for the particular procurement that is the subject of the 
Protest) to serve as Protest Decisionmaker until a Procurement and Contracts 
Manager is appointed or on a case by case basis at any time after receipt of a 
Protest and prior to the appointment of a Third Party Hearing Officer with respect 
to such Protest under Section 2.10.4(b). 

 
b. At the sole and exclusive discretion of the Procurement and Contracts Manager 

exercised at any time prior to the issuance of a decision with respect to a Protest, 
the Procurement and Contracts Manager may request that the Executive Director 
appoint a Third-Party Hearing Officer to recommend a resolution or ruling on 
any Protest in accordance with Section 2.10.8-Protest Adjudication Procedures. 
Upon such appointment of a Third-Party Hearing Officer by the Executive 
Director, the Third-Party Hearing Officer's actions, decisions and orders in such 
capacity as Protest Decisionmaker shall be deemed to be on behalf of the 
Executive Director and effective as though taken by the Executive Director, 
subject, however, to Section 2.10.8-Protest Adjudication Procedures. Upon the 
request for and appointment of a Third-Party Hearing Officer with respect to a 
particular Protest, such appointment of a Third-Party Hearing Officer with 
respect to such Protest shall be irrevocable and the Procurement and Contracts 
Manager shall not thereafter be entitled to rule singly on the Protest. 
 

2.10.5 Summary Dismissal 
 
The SRTA Executive Director, may, in his/her sole discretion, summarily dismiss any protest 
failing to comply with any aspect of this procedure or any aspect of the applicable solicitation 
documents issued by the SRTA. Protester will be notified in writing by facsimile transmission 
or electronic means, with the original to follow by United States Mail, of the summary 
dismissal of its protest. 

 
  2.10.6 Time for Decision by Protest Decisionmaker 
 

Protests that are not either summarily dismissed or withdrawn (or deemed withdrawn) shall 
be forwarded by the Protest Coordinator to the Protest Decisionmaker for a decision, as 
expeditiously as possible after the end of the Protest Coordinator’s procedural compliance 
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review. The Protest Decisionmaker shall issue a decision as expeditiously as practical within 
Thirty (30) Business Days from the later to occur of: 
 

1. The day the Protest is forwarded by the Protest Coordinator to the Protest 
Decisionmaker for a decision, or 
 

2. The receipt of any requested information from the Contracting Officer, the Protestor 
or any other party who has relevant information that the Protest Decisionmaker 
deems necessary in order to render its decision on the Protest. 

 
2.10.7 Protest Decisionmaker’s Investigation 
 

1. The Protest Decisionmaker may request or permit submission of additional 
statements or documentation from the Contracting Officer, as the Protest 
Decisionmaker deems necessary in its sole discretion. 
 

2. The Protest Decisionmaker may make a reasonable investigation and is authorized 
to request any information or documentation it deems necessary in order to render 
a decision on the Protest. 

 
2.10.8  Protest Adjudication Procedures 
 

1. The Protest Decisionmaker, in its sole discretion, may issue written questions to the 
Protestor on any issue the Protest Decisionmaker deems necessary for its 
consideration of the Protest. Such written questions may be issued in lieu of or in 
addition to a hearing. Unless specifically required or permitted by this Procedure, or 
otherwise specifically requested by the Protest Decisionmaker in writing to the 
Protester, the Protester may not file any written pleading, motion or other written 
documentation with the Contracting Officer or the Protest Decisionmaker after 
Protester's filing of the initial Protest. 
 

2. The Protest Decisionmaker, in its sole discretion, either at the Protest 
Decisionmaker's own instance or upon the Protestor’s prior written request submitted 
in accordance with Section 2.10.1 (b), may elect to conduct a hearing in connection 
with the Protest. Any requests for a hearing must include a brief statement 
demonstrating that the Protest Decisionmaker's decision will be aided by a hearing. 
In the event that the Protest Decisionmaker schedules a hearing, the notice of the 
hearing may set forth the scope of the hearing, including, but not limited to, the 
issues to be addressed, the length of hearing and whether documentary or 
testimonial evidence will be accepted. Alternatively, the Protest Decisionmaker may 
conduct a pre-hearing conference concerning the procedures to be followed at the 
hearing, what issues are under consideration and a list of witnesses who may testify. 
The issues and evidence considered by the Protest Decisionmaker are within the sole 
discretion of the Protest Decisionmaker. 

 
3. Subject to Section 2.10.8(4), the Protest Decisionmaker may fashion any remedy the 

Protest Decisionmaker deems consistent with the procurement process and the 
Solicitation Documents, including without limitation, 
 

i. Deny the Protest in whole or in part, 
ii. Sustain the Protest in whole or in part, or 
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iii. Subject to Section 2.10.8(4), order the Contracting Officer to take any 
measure consistent with the Protest Decisionmaker's remedy, including 
without limitation, 

iv. Award the contract in accordance with the Contracting Officer's original 
decision, 

v. Suspend Contract Award or other Solicitation Decision and reevaluate 
the Solicitation Responses, 

vi. Cancel the procurement or solicitation, 
vii. Amend the procurement, or 
viii. Any other remedy the Protest Decisionmaker determines is necessary to 

protect or maintain the integrity of the SRTA's procurement process. 
 

4. The decision of the Protest Decisionmaker shall be final; provided, however, that if 
a Third-Party Hearing Officer is the Protest Decisionmaker, the Third-Party Hearing 
Officer shall only be entitled to make a written recommendation to the Executive 
Director containing the Third-Party Hearing Officer’s proposed ruling on the Protest. 
 

i. The Executive Director may: 
a. Accept, modify or reject the Third-Party Hearing Officer’s 

recommendation in whole or in part; 
b. Return the matter to the Third-Party Hearing Officer with instruction; or 
c. Make any other appropriate disposition. 

 
ii. The Executive Director’s decision shall be deemed the final decision of the 

Protest Decisionmaker. 
 

2.10.9 Stay of Procurement During Protest 
 

The SRTA Executive Director may order a stay in the opening of a proposals/bids 
received or of the contract performance if the Executive Director determines, in the 
Executive Director’s sole discretion, that a stay is in the best interest of the SRTA, 
any affected Agency or the State of Georgia. Should the Executive Director not stay 
contract performance pending the resolution of any protest to an actual Contract 
Award, the contract may be awarded on a contingent basis, subject to revocation, 
revision or other adjustment or modification based on the final decision of the 
Executive Director in such Protest. 

 
2.10.10 Costs 
 

Neither the protestor, any interested party nor any other third party shall be entitled 
to recover any costs incurred in connection with the procurement process, the 
solicitation, the protest, and/or compliance or attempted compliance with this policy, 
including preparation costs or attorneys’ fees. 

 
  2.10.11 Governing Law 
 

The laws and regulations of the State of Georgia, without application of its conflicts 
of laws principles, shall govern any action brought pursuant to this Protest 
Procedure. 

 
  2.10.12 Judicial Review 
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Any further legal action by the Protestor upon the final decision by SRTA must be 
filed with the Superior Court of Fulton County and served on SRTA within the time 
prescribed by Georgia law. The final exhaustion of the procedures set forth in this 
Protest Procedure is a prerequisite to the commencement of any judicial review of a 
final decision issued by SRTA under this Protest Procedure. 

 
  2.10.13 Review of Protests by FTA 
    

All protests involving contracts financed with federal assistance shall be disclosed to 
the FTA in accordance with FTA Circular 4220.1F or the most recent version of FTA 
Circular 4420.1 available at the time of issuance of the solicitation. Protesters shall 
exhaust all administrative remedies with SRTA prior to pursuing protests with FTA. 
FTA limits its reviews of protests to: a grantee’s failure to have or follow its protest 
procedures; a grantee’s failure to review a complaint or protest when presented an 
opportunity to do so; or violations of Federal law or regulation. Appeals to FTA must 
be received by the cognizant FTA regional or headquarters office within five (5) 
working days of the date the Protester has received actual or constructive notice of 
SRTA’s final decision or within five (5) working days of the date the Protester has 
identified other grounds for appeal to FTA. 

2.11 Minority Business Participation 

The requirements of 49 CFR Part 26, Regulations of the U.S. Department of Transportation, 
apply to this contract. It is SRTA’s policy to practice nondiscrimination based on race, color, 
sex, or national origin in the award or performance of this contract. All companies qualifying 
under this solicitation are encouraged to submit price quotes. Award of this contract will be 
conditioned upon satisfying the requirements of this solicitation. These requirements apply 
to all companies, including those who qualify as a disadvantaged business enterprise (DBE). 
GRTA’s overall agency goal for participation by DBEs in its federally funded contracts between 
October 1, 2017 – September 30, 2020 is 11%. Additional contract requirements related to 
participation by DBEs are specified in Part 3 – Contract of this RFP. 

As an incentive to increase utilization of minority-owned businesses as subcontractors on 
State purchases, the State of Georgia provides for an income tax adjustment on the state 
tax return of any company that subcontracts with a State certified minority-owned firm to 
furnish goods, property, or services to the State of Georgia, including SRTA.  The Tax 
Incentive Program is codified at O.C.G.A. §48-7-38 and is managed by the Georgia 
Department of Revenue. 

2.12 Conflicts of Interest 

SRTA has adopted Standards of Ethical Conduct for Purchasing for SRTA employees involved 
in procurement.  It is a breach of ethical standards for any SRTA employee to participate 
directly or indirectly in a procurement when the employee knows: 
 
 The employee or any member of the employee’s immediate family has a financial 

interest pertaining to the procurement; 
 A business or organization in which the employee, or any member of the employee’s 

immediate family, has a financial interest pertaining to the procurement; or 
 Any other person, business or organization with whom the employee or any member 

of employee’s immediate family is negotiating or has an arrangement concerning 
prospective employment is involved in the procurement. 

http://doas.georgia.gov/SUPPLIERS/Pages/SupplierMBE.aspx


19-011 RFP for Xpress Mystery Rider Program 
 

18 SRTA Solicitation No. 19-011: Part 1 - Solicitation, Offer, and Award 
 

Failure to do so may lead to rejection of the Proposer. SRTA reserves the right to proceed to 
discussions with the next ranked Proposer.    

2.16 Responsibility for Compliance w ith Legal Requirements 

Proposer’s products, services, and facilities shall be in full compliance with any and all 
applicable federal, state, and local laws, regulations, ordinances, and standards and any 
standards adopted by nationally recognized testing facilities regardless of whether or not 
they are referred to in this RFP. 

2.17 Conditional Proposals 

Terms and conditions attached to a proposal by a Proposer and made a condition of contract 
execution may render the proposal non-responsive and may be rejected by SRTA. 

2.18 Sales and Use Taxes 

SRTA is exempt from paying sales and use taxes.  All proposal prices must exclude sales and 
use taxes (if applicable). 

2.19 Proposal Preparation Costs 

All costs of proposal preparation, attendance at pre-proposal and/or pre-award meetings, 
and any other pre-award costs shall be at Proposer’s sole cost and expense. 

2.20 Contents of Contract 

The contract resulting from this RFP shall consist of the following documents, which shall be 
incorporated therein: 
 
 Contract; 
 Definitions; 
 RFP (including any addenda thereto); 
 Contractor’s Response; 
 Contractor’s Price Proposal; 
 Mandatory FTA Clauses; 
 SRTA Notice of Intent to Perform as Subcontractor Form; 
 SRTA DBE Subcontractor Payment Report; and 
 DBE/SBE Utilization Contract Close-Out Report 

 
3. Contents of Complete Proposal 

All Proposals should include a table of contents with page numbers and sufficient detail to facilitate 
easy reference to all requested information.  

To be eligible for evaluation by SRTA as a complete, responsive proposal in response to SRTA 
Solicitation No. 19-011, any and all proposals submitted to SRTA must contain all fourteen (14) of 
the following documents, properly signed (as required), fully completed by the Proposer, and 
numbered and arranged in the following order: 
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3.1 Complete Proposal Checklist 
 

 This document serves as a checklist for Proposers to ensure that their proposal is 
complete and ready for submission to SRTA.  The document is used by SRTA during the 
evaluation of responsiveness of proposals. 

 This document must be fully completed, signed, and submitted with the proposal. 
 Blank checklist form is attached as Offer Document #1 of this RFP. 

3.2 Proposal Letter 
 
 This document summarizes the acknowledgements and representations made by and 

agreed to by the Proposer with regard to its proposal. 
 This document must be fully completed, signed, and submitted with the proposal. 
 Blank form is attached as Offer Document #2 of this RFP. 

3.3 Acknow ledgement of Addenda to RFP 
 

 This document is required by Part 1, Section 2.5 of this RFP. 
 This document must be fully completed, signed, and submitted with the proposal. 
 If no addenda to the RFP were issued by SRTA, Proposer must still complete the form 

and include it in its proposal. 
 Blank form is attached as Offer Document #3 of this RFP. 

3.4 Proposer Information Form 
 
 This document summarizes key information about the Proposer for SRTA’s assistance 

and reference during evaluation of the proposals including: 
 
 Contact Information for Proposer 
 Corporate information 
 List of references for whom Proposer has performed similar services in the past ten 

years 
 

 SRTA will contact the references listed on this document as part of its evaluation of 
proposals. 

 If Proposer is a certified DBE, proof of DBE certification must accompany this document.  
 This document must be fully completed, signed, and submitted with the proposal. 
 Blank form is attached as Offer Document #4 of this RFP. 

3.5 Proposer Certifications 
 

 This document must be fully completed, signed, and submitted with the proposal. 
 Blank form is attached as Offer Document #5 of this RFP. 

3.6 Statement of Firm’s Qualifications and Experience 
 

 This document shall be provided by the Proposer and shall be a narrative description of 
the Proposer’s qualifications and experience. This narrative description shall include the 
appropriate use of headings and subheading that address, at minimum, the following 
elements: 
 

 Brief description of the Proposer (brief history, number of employees, lines of 
business, areas of specialization, office locations, organization, etc.) 
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 Description of the firm’s experience in performing work of a similar nature to 
that solicited in this RFP, specifically public relations/communications/marketing 
for governmental organizations and/or organizations in the transportation 
industry, and the participation in such work by the key personnel proposed for 
assignment to this project.  

 Highlight the firm’s experience with the work or services identified in Scope of 
Services.  

 Comprehensive listing and brief descriptions of relevant engagements started 
and/or completed during the last five years that are similar in scope and nature 
to the Scope of Services, attached to this RFP.  

 
 There is no prescribed format for this document.  The format of the document shall be 

at the discretion of Proposer; however, the document shall be limited to no more than 
fifteen  (15) single-side typed pages, font size no smaller than 10 pt, with no more than 
five (5) pages allocated for graphics and/or designs. Proposer should label this document 
as Offer Document #6 in its proposal.  
 

 3.7 Project Team and Project Approach 
 

 This document shall be provided by the Proposer and shall be a narrative description of 
the Proposer’s project team and approach. This narrative description shall include the 
appropriate use of headings and subheading that address, at minimum, the following 
elements: 

 
 Firm’s technical approach to the project and interpretation of the Scope of 

Services, including the Tasks identified in the Scope of Services section 
 Identify the adequacy of the firm’s resources, including personnel, labor, 

equipment and supplies, etc. 
 Proposed project approach and plan in response to the Scope of Services 
 Resumes of project team members 
 Any special or unqiue benefits that the proposed team and/or its approach 

brings to the Scope of Services  
 Approach to streamlining data delivery and minimize transcription 

redundancies 
 

 There is no prescribed format for this document.  The format of the document shall be 
at the discretion of Proposer; however, the document shall be limited to no more than 
fifteen (15) single-side typed pages, font size no smaller than 10 pt. Note, team member 
resumes shall not be counted towards the page limit restriction. Proposer should label 
this document as Offer Document #7 in its proposal.  

3.8 Price Proposal 
 

 This document must be fully completed, signed, and submitted with the proposal in a 
separately sealed envelope or package.  

 The envelope shall contain one (1) signed original, five (5) copies and one (1) electronic 
version of the Price Proposal. The electronic version of the Price Proposal must be 
submitted on a USB drive and the file format must be Microsoft Excel.  

 A blank Price Proposal is attached as Offer Document #8 of this RFP. 
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4.1.2 The Proposer who submitted the proposal is a responsible Proposer.  A Proposer 

shall be considered responsible if the Proposer possesses, at the time of contract 
award, the ability to perform successfully and a willingness to comply with the terms 
and conditions of the contract (attached to this RFP). 

 
4.1.3 The Proposer is judged, at the sole discretion of SRTA, to be the qualified firm(s) 

that offers the best value to SRTA for the Services to be provided. 

4.2 Evaluation and Award Process 

All proposals shall be evaluated by an Evaluation Committee.  Proposals and evaluations will 
be kept strictly confidential throughout the evaluation and award process.  Only the members 
of the Evaluation Committee and other SRTA staff having a legitimate work-related interest 
will be provided access to the proposals and evaluation results during the evaluation and 
award process.  Proposals will be evaluated and a contract will be awarded in accordance 
with the following process: 
 
4.2.1 Proposals will first be evaluated by the SRTA Procurement and Contracts Manager  

or Issuing Officer for responsiveness in accordance with the standard set forth in 
Part 1, Section 4.1.1 above.  Only those proposals that are determined to be 
responsive shall be evaluated for Proposer responsibility. 

 
4.2.2 Proposers who submitted responsive proposals will be evaluated by the Evaluation 

Committee for responsibility in accordance with the standard set forth in Part 1, 
Section 4.1.1 above. 

 
4.2.3 Proposals that are determined to be responsive and that were submitted by 

responsible Proposers shall be further evaluated by the Evaluation Committee to 
determine the Proposal(s) that is/are most advantageous to SRTA.   

 
To determine the most advantageous proposal to the SRTA, the Evaluation 
Committee will evaluate the proposals taking into consideration the following criteria: 

 
 Firm’s Qualifications and Experience (40 point maximum)- Proposer’s 

background, financial stability, company history, employee number and 
availability for project, etc.  
 

 Project Team and Approach (30 point maximum)- Proposer’s experience 
with  projects of similar scope and size.  

 
 Price Proposal (10 point maximum)- Evaluation Committee shall specifically 

consider information submitted in accordance with Section 3.7.  
 

 References (20 point maximum)- Evaluation Committee shall specifically 
consider information submitted in accordance with Sections 3.4 and 3.6. 

 
 Interviews-Optional (20 point maximum)- The Evaluation Committee may 

choose to invite selected proposers to make presentations and participate in 
interviews with the committee prior to completing its ranking of proposals. It 
shall be at the discretion of the Evaluation Committee as to whether it will 
conduct interviews and as to how many and which Proposers will be invited to 
make presentations and participate in interviews with the committee. Proposers 
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that are invited for interviews may earn up to 20 points based on the quality of 
the interview.  

 
4.2.4 Upon completion of the evaluation process by the Evaluation Committee, a 

recommendation to award a Contract to the Proposer who submitted the most 
advantageous proposal to SRTA, as solely determined by the Evaluation Committee, 
and that meets the standards for contract award specified in Section 4  will be 
forwarded to the SRTA Executive Director.   

 
4.2.5 The SRTA Executive Director may, at his or her sole discretion, delay consideration 

of the Recommendation for Contract Award or reject the recommendation and award 
the contract to another Proposer(s) or cancel the procurement altogether. 

 
4.2.6 SRTA will execute a contract with the successful Proposer and will issue a Notice to 

Proceed. 
 
4.2.7 SRTA reserves the right issue multiple contract awards under this solicitation. 
 
4.2.8 SRTA reserves the right to request a Best and Final Offer after finalizing the 

Proposer(s) after the evaluation committee has completed scoring. BAFOs may be 
requested from one or more Proposers.  
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PART 2 – SCOPE OF SERVICES 
 
 
Objectives 
 
 
a) The purpose of this project is to help SRTA evaluate the strengths and weaknesses 

associated with its delivery of Xpress transit services, and identify areas in need of 
improvement.  The program will assist management in identifying problems and 
opportunities, provide insight regarding areas requiring employee coaching and 
training, and elicit information for streamlining and improving front-line services. The 
results of this project will also provide benefit to SRTA as it prepares for the ADA-
compliance component of each FTA Triennial Review.  
 

b) The selected Consultant shall provide evaluation and reporting services for the full 
spectrum of Xpress customer services. The selected Consultant will be asked to 
place an emphasis on evaluating the performance and behavior of all Xpress bus 
operators in meeting customer expectations and delivering courteous, reliable 
service to all customers, and especially those individuals with disabilities.    

 
Background 
 

a) Xpress operates 25 routes from 27 park-and-ride lots in 12 counties, and it draws 
riders from nearly 40 counties. Operations include a fleet of 164 buses for 414 
scheduled revenue hours per weekday. The annual operating budget is $24.5 million, 
approximately one-third of which is currently paid by passenger fare revenues. 

 
The Xpress service is a commuter bus service that only operates peak-direction 
commute trips.  Primarily this means that morning trips carry passengers from park-
and-ride lots to economic centers around the region and in the afternoon carry 
passengers from the economic centers to the park-and-ride lots.  Currently, Xpress 
does not operate any reverse commute, or non-peak direction, trips. 

 
b) Fares for Xpress routes are set by distance traveled and are divided into two zones 

(Green Zone and Blue Zone).  The rates for each zone may be found below: 
 

Fare 
Product 

Green 
Zone Blue Zone 

One-Way $3  $4  
Round-Trip $5  $7  
10-Trip $25  $35  
31-Day $100  $125  

 
Xpress accepts two forms of fare media, Breeze cards and cash payment.  Breeze 
cards may be purchased online or at any Breeze vending machine and accept all 
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forms of Xpress fare products.  Cash payments are accepted on all Xpress buses and 
may only be used to purchase One-Way fares. 
 
The average fare is approximately $3.82. See the “Fares” page on the Xpress website 
for more information (http://www.xpressga.com/fares_/).   Please note there are 
currently two routes (Route 476 and 480) operated by Cobb County and the fares for 
those routes fall under the CobbLinc fare structure.  More information on the fare for 
those routes may be found at 
https://cobbcounty.org/index.php?option=com_content&view=article&id=7050&Itemi
d=2819 
 
For purposes of the Mystery Rider program, there will be no Xpress service to return 
mystery riders to the point of origin. All transportation costs incurred by the mystery 
riders, including Xpress fares and other taxi/ride-hailing costs, shall be paid in full by 
the Consultant.   
 

c) SRTA currently utilizes two outsourced operations contracts. One contract is with a 
private service providers and the other is a county government agreement, which is 
also outsourced operations to private contractor.  

 
Task 1: Project Management 
 
a) Within seven (7) calendar days after issuance of a notice to proceed, the 

Consultant shall attend a Kickoff Meeting with the SRTA project manager to review 
the proposed sampling plan, survey instrument, and data collection methodology, and 
to incorporate any modifications deemed necessary by SRTA.  
 

b) Within fifteen (15) calendar days after issuance of a notice to proceed, the Consultant 
shall submit, for SRTA feedback, a draft Project Management Plan (PMP) containing:  

 
i. A sampling plan detailing the design to be used 
ii. A sampling methodology that will ensure a random selection of routes and 

trips 
iii. A survey instrument to be used by mystery riders that will ensure 

standardized, non-biased inspections 
iv. Resource allocation  
v. A deliverables schedule 
vi. A recruitment methodology explaining how the Consultant will contact, select, 

train, replace, and retain mystery riders. SRTA expects mystery riders to 
represent a range of ages, genders, and races. SRTA reserves the right to 
replace or reassign a mystery rider if it is determined that the rider has been 
identified by an operator as a mystery rider. If the Consultant plans to recruit 
existing Xpress customers to be mystery riders, the Consultant must first 
secure SRTA’s approval. 

vii. The proposed monthly progress report template 
viii. The proposed database format and software platform 

https://cobbcounty.org/index.php?option=com_content&view=article&id=7050&Itemid=2819
https://cobbcounty.org/index.php?option=com_content&view=article&id=7050&Itemid=2819
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c) Within thirty (30) calendar days after issuance of a notice to proceed, the Consultant 

shall submit, for SRTA approval, a final Project Management Plan (PMP). 
 

d) The Consultant shall work closely with the SRTA project manager to gain a working 
understanding of SRTA standard operating procedures for the Xpress service. The 
Project Management Plan shall address the Consultant’s plan for dealing with 
service modifications, and incorporating potential new routes/trips into the sampling 
plan for this project. 

 
e) The survey instrument developed by the Consultant shall contain no informal fallacies 

(e.g. double-barreled questions). The survey instrument shall contain proper levels of 
verification to ensure that mystery riders only answer questions that pertain to the 
route/trip they are riding. The instrument shall enable mystery riders to collect data 
pertaining to (but not limited to) the following: 
 

i. Safety and comfort at park-and-rides (lighting, presence of security guard, 
park-and-ride grounds condition, overflowing trash bins) 

ii. Potential ADA violations 
iii. Potential violation of SRTA service policies 
iv. Date of the ride 
v. Coach number 
vi. Route number 
vii. Boarding location 
viii. Scheduled and actual times for departure from trip origin 
ix. Alighting location 
x. Scheduled and actual times for arrival at trip destination 
xi. Overall operator conduct 
xii. Operator driving performance while operating the coach 
xiii. The operator’s observation of fares as they are being deposited in the fare-box 
xiv. Any fare collection mechanical issues that arise 
xv. The operator’s adherence to the SRTA fare policy 
xvi. The professional courtesy the operator displays to the customers 
xvii. The professional courtesy the operator displays to other motorists on the road 
xviii. The announcing of Xpress bus stops inside the bus (by either the operator or 

an automated system, depending on the route) 
xix. The announcing of the Xpress route number outside the bus (by either the 

operator or an automated system, depending on the route) as the bus arrives 
at the stop that the mystery rider is waiting to board at 

xx. The operator’s interaction with passengers who request assistance, especially 
those who have physical disabilities and require special assistance. 

xxi. Wheelchair lift deployment results, if applicable 
xxii. The operator’s adherence to stop locations and time points, as indicated by 

the route schedules on the Xpress website 
xxiii. Cleanliness of the bus 
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xxiv. Comfort of the bus 
xxv. External issues (traffic, bad weather, accidents/incidents) 

 
 
Deliverable Due 

Kickoff Meeting Within seven (7) calendar days after 
issuance of NTP 

Draft Project Management Plan Within fifteen (15) calendar days after 
issuance of NTP 

Final Project Management Plan Within thirty (30) calendar days after 
issuance of NTP 

 
Task 2: Data Collection 
 
a) The Consultant shall be capable of providing comprehensive and objective 

Mystery Rider services and qualified investigative staff for this project.   
 

b) During a twelve (12) month period beginning after the SRTA project manager 
approves the final sampling plan and project start date, the Consultant will conduct 
four hundred and eight (408) mystery rides on Xpress buses. 

 
c) Twenty (20) of the mystery rides must be completed by individuals using wheelchairs 

(or a similar mobility device). During these mystery rides, the mystery rider must 
request to board the bus using the wheelchair lift, and also request that the driver 
assist in securing the mobility device. 

 
d) The mystery rides will be conducted over each month of the calendar year (34 rides 

per month) and reported on a monthly basis.   
 

e) Each mystery ride shall consist of a one-way trip on the Xpress commuter bus system, 
beginning at the first passenger pickup point and ending at the last passenger drop-
off point, as indicated on the route schedules published on the Xpress website.  

 
f) The Xpress website www.Xpressga.com shall serve as the official and exclusive 

source of route and schedule information for this project.  
 

g) Consultant shall be responsible for keeping track of routes that have been ridden to 
ensure that a  major i ty  o f  the daily peak-direction (non reverse commute) trips 
have been covered, for all Xpress routes. 

 
h) In certain instances where there have been a significant number of complaints on a 

certain route/trip, or to verify information from prior mystery rides, the sampling will be 
directed by SRTA at its sole discretion. 

http://www.xpressga.com/
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i) Consultant shall be responsible for purchasing all fare media to be used by mystery 

riders, and shall ensure that all fare payment options are utilized.  As of 2018, Xpress 
accepts payments via Breeze card and cash payment onboard buses.  Mystery riders 
shall monitor the quality of the onboard fareboxes by using a blend of Breeze card 
and cash payment methods.  Fare payments will not be reimbursed by SRTA. 

 
i. Forty (40) annual rides must be paid for with cash on-board the Xpress 

buses.  All other rides should be paid for with a Breeze card.  As of 2018, the 
cash fare rates for the two fare zones are as follows: 

i. Green Zone - $3 
ii. Blue Zone - $4 

 
In the event changes are made to Xpress fares, SRTA will work with the consultant 
to make any necessary adjustments to the needs for testing components of the fare 
system. 
 

j) The data shall remain accessible to SRTA after contract completion, in a format to 
be approved by SRTA.  
 
Deliverable Due 

408 mystery rides 34 conducted by the last business day of 
each calendar month 

 
Task 3: Data Reporting 
 

a) The Consultant shall collect the data and regularly enter the results into a 
database, in a format that allows for various statistical analyses, and is 
approved by the SRTA project manager. This database shall be updated and 
sent to the SRTA project manager weekly (by 5 PM on Friday or the last 
business day of the week). 

 
b) All data must be free of errors. “Free of errors” is defined as NO errors 

pertaining to content, data, spelling, or grammar. SRTA maintains zero 
tolerance for reporting errors and will reject reports that contain errors. SRTA 
reserves the right to review the Consultant’s quality control procedure on a 
continuous basis.  

 
c) SRTA will only compensate the Consultant for mystery rides that are error-free. 

If a ride is rejected due to errors, the Consultant will conduct an additional ride 
at no additional cost to SRTA. This correction ride should be scheduled and 
completed within seven (7) calendar days.   

 
d) The Consultant shall provide the SRTA project manager with completed survey 
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instruments (both raw and QA/QC’d) no later than 5 PM on the next business 
day following the day when the mystery ride took place. This ensures timely 
actions may be taken regarding any possible failure to follow established 
SRTA/FTA procedures by Xpress operators.  

 
e) Whenever SRTA requests clarification of any information reported by a mystery 

rider, all points of clarification must be provided to SRTA no later than 5 PM on 
the next business day after the request was made. 

 
f) Reports for individual mystery rides must, at a minimum, depict the criteria noted 

in Task 1, part e), and note the percentage of compliance, as well as the reason 
for any percentage less than one-hundred (100). 

 
g) Consultant shall deliver a monthly progress report to the SRTA project manager no 

later than seven (7) calendar days after the last day of the calendar month in which the data 
were collected. 
 

h) Monthly progress reports shall include tabulated reports, an executive 
summary of service areas for improvement, and any recommendations 
regarding adjustment to the sampling plan for the following month. The 
executive summary must highlight compliance areas in need of improvement, 
and be organized by Xpress operating contractor. 

 
i) The Consultant shall also meet with the SRTA project manager at least once 

prior to the completion of the first month of rides to review the objectives and 
data analysis plan before beginning the second month of mystery rides. 

 
j) Consultant shall provide a brief weekly status report via email to the SRTA project 

manager by 5 PM every Friday (or the last business day of the week). This report 
shall contain a list of routes and trips that were ridden during that week, as well 
as a list of tentative routes and trips to be ridden during the following week. 

 
Deliverable Due 

Mystery ride database Updated weekly and emailed to the 
SRTA Project Manager by 5 PM on the 
last business day of the week 

Monthly progress reports Within seven (7) calendar days after the last 
day of the calendar month in which the data 
were collected 

Weekly status reports Emailed to the SRTA Project Manager 
by 5 PM on the last business day of the 
week 
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Check-in meeting Before the completion of the first month of 
rides 
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